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GLOBALAUS MOKYMOSI GLOBAL LEARNING 

KOKYBE QUALITY 


SANTRAUKA 

Mokymasis ir svietimas darosi vis labiau inter- 
nacionalizuoti: studijq programos eksportuo- 
jamos j kitas salis, studijq turinys derinamas 
visos Europos mastu, studijos vyksta grupese, 
kurias sudaro jvairiose salyse besimokantys 
studentai. Taciau svietimo paslaugij kokybe 
jvairiose salyse ryskiai skiriasi. Siame straips- 
nyje pateikiamas poziuris j globaliu mastu 
teikiamo svietimo kokybes valdymq - api- 
breziamos pagrindines globalaus mokymosi 
kokybes sritys, pateikiamas kokybes jgyven- 
dinimo, taikant tarptautinj kokybes standard 
ISO/IEC 19796-1, pavyzdys. Straipsnyje sie- 
kiama iskelti pagrindines kokybes jgyvendi- 
nimo kryptis ir numatyti jos issukius. 

PAGRINDINig SAVOKg APIBREZIMAI 

• Atviras turinys - nurodo mokymuisi ir mo- 
kymui skirtus isteklius, kurie lengvai prieina- 
mi vartotojams: besimokantiesiems, studijp 
turinio rengejams arba mokytojams. Pavyz- 
dziui, jis prieinamas per svietimo informaci- 
jos saugyklas arba duomenu bazes ir siejasi su 
licencijavimo strukturomis, daugeliu atvejij - 
Creative Commons arba panasiomis, atitin- 
kanciomis tam tikrus pakartotinio naudoji- 
mo, platinimo arba pakeitimo lygmenis. 


ABSTRACT 

Learning, education, and training becomes 
more and more internationalized. As exam- 
ples, study programs are exported across bor- 
ders, curricula are harmonized across Europe, 
learners work in globally distributed groups. 
However, the quality of educational offers dif- 
fers dramatically. In this paper, an approach to 
manage quality for globally distributed educa- 
tion providers is presented. The key areas of 
global learning quality are defined. Based on 
this concept, a sample implementation is de- 
scribed using the international quality stan- 
dard ISO/IEC 19796-1. The paper shows how 
quality should be implemented and identifies 
key challenges. 

DEFINITIONS OF KEYWORDS 

• Open content - denotes resources for the 
purpose of learning, education and training 
which is freely available and accessible to us- 
ers such as learners, developers, or teachers. 
It is accessible for example through educa- 
tional repositories or databases and is con- 
nected to a licensing scheme, in many cases 
Creative Commons or similar schemes, al- 
lowing certain levels of re-use, distribution 
and change. 
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• Globalaus mokymosi kokybe - mokymosi ir 
svietimo globalioje erdveje kokybe. 

• Globali svietimo aplinka - socialiniq dali- 
ninkq bendradarbiavimas, kai besimokantieji 
yra skirtingose pasaulio geografinese vietose 
arba virtualios studijos, kuriose destytojai 
desto bendradarbiaudami. 

• Kompetencija - ziniij ir igudziq taikymas 
sudetingomis probleminemis situacijomis. 

• Kvalifikacija - kompetencijij visuma, kuriq 
jvertino ir patvirtino formali svietimo arba 
profesine organizacija. 

• Personalo kompetencijos - atskirq asme- 
nq ir zmoniij grupii} turinuj kompetenci- 
jq taikymas sudetingomis probleminemis 
situacijomis. 

• Svietimo adaptavimas (taip pat lokalizavi- 
mas) - svietimo rezultatrj ir paslaugij pritai- 
kymas naudoti naujame kontekste. 

• Svietimo globalizacija - mokymo, moky- 
mosi ir svietimo pletojimas globaliu mastu. 

• Svietimo internacionalizavimas - svietimo 
produktq ir paslaugij parengimas naudojimui 
globalioje erdveje. 

• Tarptautinis socialinis dalininkas - asmuo 
arba organizacija, aktyviai arba pasyviai vei- 
kianti globalioje svietimo aplinkoje. 

JVADAS 

Siame straipsnyje aptariama globalinio mo- 
kymo/ si ir svietimo kokybes valdymo ir uzti- 
krinimo modelis, pagrjstas tarptautiniu stan- 
dartu ISO/IEC 19796-1 (ISO, 2005). Siekiama 
parodyti, kaip sis standartas galetij buti taiko- 
mas globalaus svietimo organizacijose. 

Mokymasis ir svietimas, ypac e. moky- 
masis, tampa vis labiau internacionalizuoti 
jvairiomis formomis. Bolonijos proceso do- 
kumentuose teigiama, kad studentai turi buti 
mobilus, studijij kreditai turi buti perkeliami, 
t. y. jskaitomi visose Europos salyse (Haug, 
2003). Kuriami jvairus virtualus universitetai, 


• Global Learning Quality - quality of learn- 
ing, education and training in globally dis- 
tributed settings. 

• Global Education Setting - situation in 
which different stakeholders act collabora- 
tively, such as globally distributed learners or 
virtual studies in which teachers/professors 
teach collaboratively 

• Competency - applying knowledge and 
skills in a complex problem situation. 

• Qualification - set of competencies as- 
sessed and certified by a formal educational 
or professional organization. 

• Staff competencies - applying combined 
competencies of individuals and group to a 
complex problem situation. 

• Education adaptation (also localization) - 
adapting educational products and services 
for usage in a new context 

• Education globalization - extending learn- 
ing, education and training to a global 
context. 

• Education internationalization - preparing 
educational products and services for usage 
in a global setting. 

• International Stakeholder - person or orga- 
nization which is acting actively or passively 
in a global education settings 

INTRODUCTION 

This paper describes an approach to man- 
age and assure quality of learning, education 
and training in global settings. The approach 
is based on the international standard ISO/ 
IEC 19796-1 (ISO, 2005). In the following I 
will show how this standard can be imple- 
mented in globally distributed educational 
organizations. 

Learning, education and training, in par- 
ticular E-Learning, becomes more and more 
internationalized in a variety of shapes. As 
part of the Bologna process, students should 
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veikiantys globaliu mastu ir priimantys stu- 
dentus is viso pasaulio, kaip pavyzdziui Afri- 
kos virtualiajame universitete (Bateman, 2006) 
arba Universitas 21 (Lam, 2005). Be to, dauge- 
lis svietimo institucijq bendrauja su uzsienio 
partneriais arba siulo savo svietimo paslau- 
gas globaliai rinkai. Kitos iniciatyvos skatina 
istekliq pasidalij i mtj. globaliu mastu (Ternier 
ir kiti, 2008), remia pasikeitimq istekliais ir jq 
tobulinimq didinant atvirojo turinio panau- 
dojimq (Pawlowski & Zimmermann, 2007). 

Svietimo globalizacija kelia jvairius issu- 
kius. Vienas jq - globalioje aplinkoje teikia- 
mo svietimo kokybe. Sukurta daugybe jvairiq 
mokymosi ir svietimo kokybes uztikrinimo 
modeliq, daugelyje jq tiesiogiai ar netiesiogiai 
atsizvelgiama j globalizacijos issukius. 

Siame straipsnyje aprasomi pagrindiniai 
svietimo globalizacijos issukiai, demesj kon- 
centruojant j globaliame kontekste dirbancius 
svietimo paslaugq teikejus. Pirmojoje straips- 
nio dalyje apibudinami globalus issukiai, pvz., 
kulturines adaptacijos ar bendradarbiavimo 
problemos. Antrojoje dalyje aprasomi poziu- 
riai j kokyb^, kuriais siekiama padeti svietimo 
teikejams sekmingai veikti globaliame kon- 
tekste. Svarbiausias teiginys - tarptautinj ko- 
kybes standartq ISO/IEC 19796-1 reikia pri- 
taikyti kiekvienos salies kontekstui. Straipsnio 
isvadose siulomas budas, kaip sis standartas 
turetq buti jdiegtas ir adaptuotas atsizvelgiant 
j globalq kontekstq. 

1 

GLOBALg MOKYMASI 
SALYGOJANTYS VEIKSNIAI 

Siame skyriuje apibudinami pagrindines glo- 
balioje aplinkoje vykstancio mokymosi ir 
svietimo, ypac e. mokymosi ypatumai ir issu- 
kiai. Pagrindinis keliamas klausimas - kokie 
veiksniai lemia kokyb^, taigi j kokius veiksnius 
kreiptinas demesys dirbant svietimo aplinko- 
se globaliame kontekste? Nustatyti veiksniai 


be mobile, study credits should be transfer- 
able across Europe (Haug, 2003). A variety 
of global (virtual) universities are build in- 
volving learners across the globe such as the 
African Virtual University (Bateman, 2006) 
or Universitas 21 (Lam, 2005). Furthermore, 
many educational institutions cooperate 
with foreign partners or offer their educa- 
tion products to the global market. Other 
approaches aim at sharing resources across 
the globe (Ternier et al„ 2008), supporting 
resource exchange and improvement with an 
increasing number using open content (Paw- 
lowski & Zimmermann, 2007). 

Education globalization leads to diverse 
challenges. One important challenge is the 
quality of education in global settings. A va- 
riety of approaches for the quality of learning, 
education and training has been developed. 
Most of them do neither directly nor indi- 
rectly address global challenges. 

This paper describes the key challenges 
of education globalization, focusing on edu- 
cation providers working in a global context. 
The first section identifies global challenges 
such as cultural adaptation or collaboration 
problems. The second section describes quali- 
ty approaches as candidates to support educa- 
tion providers to act successfully in the global 
context. The presented solution is an adap- 
tation of the international quality standard, 
ISO/IEC 19796-1. The paper concludes with a 
summary of the approach, indicating how this 
quality approach should be implemented and 
adapted with regard to a global context. 

1 

INFLUENCE FACTORS ON GLOBAL 
LEARNING 

In this section, the main challenges and char- 
acteristics of learning, education, and train- 
ing, in particular E-Learning, in a global en- 
vironment is identified. The main question 
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bus pasitelkti aptariant poziurj j kokyb§ kita- 
me straipsnio skyriuje. 

E. mokymasis tampa vis labiau internaci- 
onalizuotas jvairiuose kontekstuose. Budin- 
giausi yra sie internacionalizavimo scenarijai: 

• Internacionalizavimas ir turinio 
adaptacija. Studijij turinys parengiamas ir 
adaptuojamas arba jgyvendinamas skirtingo- 
se salyse; tai gali apimti ir studijij turinio ar 
svietimo programij eksportq. 

• Bendradarbiavimo pletra. Mokymo 
produktai ar paslaugos bendrai kuriamos 
skirtingose salyse. Tai apima ir sprendimus 
perkelti darbus ar jij dalj j salis, kur butij rei- 
kalingos mazesnes s;jnaudos. 

• Mobilumas. Besimokantieji dirba ir 
mokosi skirtingose vietose, tai sudaro dalj jq 
studijij programos arba dalj mokymosi vis;j 
gyvenim;j proceso. 

Akivaizdu, kad sie scenarijai neissemia 
visij jmanomq internacionalizavimo fornuj, 
taciau parodo svarbiausius aspektus ir bu- 
dingiausius issukius, keliamus institucijoms 
ir asmenims. Kiekviename scenarijuje galima 
isskirti skirtingas problemines sritis. Apskri- 
tai paemus, svietimo institucijos susiduria su 
tais paciais sunkumais kaip ir organizacijos, 
dirbancios intensyviai kintanciij ziniij srityse, 
kaip antai paslaugij teikimas ar programmes 
jrangos kurimas. Atlikus daugyby moksliniij 
tyrimij nustatyti veiksniai, s;jlygojantys glo- 
baliu mastu vykstancius procesus ir darantys 
jtakq darbo grupems: 

Carmel (1999) nurodo penkias didziau- 
sias kliutis, su kuriomis susiduria skirtingose 
salyse dirbancios grupes: geografinis issisklai- 
dymas, komunikavimo sodrumo praradimas, 
darbo koordinavimo trukumai, darbo grupeje 
jsisqmoninimo stoka, kulturiniai skirtumai. 
Evaristo ir kt. (2003) t^sia Carmel issakytas 
mintis apibrezdamas siuos veiksnius, apiman- 
cius globaliu mastu dirbancios grupes veiklij: 
pasitikejimas, issisklaidymo lygmuo, socialinii/. 
dalininkq darbo pobudis, projektq darbo po- 
budis, darbo sinchroniskumas, sudetingumas, 


is which factors determine the quality and 
hence should be addressed when working 
in educational settings in a global context. 
The factors identified will be addressed and 
taken into account in the quality approach 
in the next chapter. 

E-Learning becomes more and more in- 
ternationalized in different contexts. Typical 
scenarios for this are: 

• Internationalization/ Adaptation of 
contents. Contents are prepared and adap- 
ted to or adopted in a different country. This 
can include the export of curricula or educa- 
tional programs. 

• Cooperative development. Educatio- 
nal products or services are developed coo- 
peratively in different countries. This inclu- 
des outsourcing/ offshoring solutions also. 

• Mobility. Learners work and learn in 
different locations as part of a study program 
or lifelong education. 

Of course, these scenarios cover not 
all internationalization scenarios and chal- 
lenges but they show the main aspects and 
typical challenges for institutions and in- 
dividuals. For those scenarios, different 
problem fields can be identified. In gener- 
al, educational organizations face the same 
challenges as organizations working in 
knowledge intensive domains, such as ser- 
vice provision or software development. A 
variety of studies have identified influence 
factors on globally distributed processes 
and teams: 

Carmel (1999) defines five main barriers 
for distributed teams: geographical disper- 
sion, loss of communication richness, coor- 
dination breakdown, loss of team awareness, 
cultural differences. Evaristo et al. (2003) 
extend Carmel’s approach and identify the 
following influence factors for global teams: 
trust, level of dispersion, type of stakehold- 
ers, type of projects, synchronicity, com- 
plexity, systems methodology, perceived 
distance, policy and standards, culture. This 
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sistemij metodika, suvoktas atstumas, strategi- 
ja ir standartai, kultura. Si labai issami klasifi- 
kacija gali buti panaudota svietimo projektuo- 
se. Dar vienoje publikacijoje Priokladniski, 
Audi, Evaristo (2003) pateikia rekomendaci- 
jas globalioms organizacijoms, butent - gerai 
valdomi procesai, kruopstus pasirengimas ir 
nuolatinis pasikeitimas ziniomis gali daryti 
teigiam;). itakg. globaliems projektams ir darbo 
procesams. Be to, asmenij ir socialiniij dali- 
ninkij kompetencijos siame procese atlieka 
esminj vaidmenj, ypac kalbant apie gebejim;j. 
valdyti ir bendrauti dirbant tarptautinese gru- 
pese (pig. Sangwan ir kt„ 2006). 

Visuose auksciau analizuotuose darbuose 
pabreziama kulturos svarba. Galima isskirti 
keletg. skirtingij poziuriij j kultur^. Vienas is 
ji| - identifikuotimodehus, kurie susij^ su naci- 
onalinemis kulturomis ir pasizymi kontroliuo- 
jamu pozymip rinkiniu (pig. Hall ir Hall, 1990; 
Hofstede ir Hofstede, 2005; Trompenaars ir 
Hampden-Turner, 1997). Kituose tyrimuose 
analizuoti specifiniai kulturinio poveikio as- 
pektai sritims, reikalaujancioms intensyviij 
ziniij, ypac svietimo srityje (Edmundson, 
2007; Henderson, 2007). Ankstesniame dar- 
be veiksniai, kurie parodo jautriausias jtakos 
mokymosi procesams sritis, buvo apibendrin- 
ti ir isplesti (Richter ir Pawlowski, 2007). Sie 
jtakos veiksniai apima kulturinius ir visus ki- 
tus veiksnius, darancius itakg. mokymosi pro- 
cesui (1 pav.). 

Apibendrinant sj trumps tyrim^, galima 
daryti isvad^, kad globalus svietimo procesai, 
zvelgiant j juos is organizacijos ir is asmens 
pozicijos, gab buti veikiami keleto veiksniij: 

• Strategija ir veiklos kryptys. Kaip tu- 
retq buti pletojama bendradarbiavimo politi- 
ka, kryptys ir strategija mokymo ir mokymo- 
si srityje? 

• Proceso projektavimas. Kaip tureti} 
buti planuojami, jgyvendinami ir tobulinami 
procesai? 


very comprehensive classification can also 
be transferred to educational projects. In a 
following publication, Prikladnicki, Audy, & 
Evaristo (2003) provide also recommenda- 
tions for global organizations. In particular, 
a well managed (maturing) process, care- 
ful preparation and continuous knowledge 
exchange can positively influence global 
projects and work processes. Furthermore, 
the competencies of individuals and stake- 
holders in the process play a crucial role. 
This regards mainly the ability to manage 
and communicate in intercultural teams (cf. 
Sangwan et al, 2006). 

All above mentioned studies emphasize 
the importance of culture. Different perspec- 
tives on culture can be distinguished. One 
approach is to identify models that represent 
national cultures with a controllable set of 
attributes (cf. Hall & Hall, 1990; Hofstede & 
Hofstede, 2005; Trompenaars & Hampden- 
Turner, 1997). Additionally, many studies 
have analyzed specific aspects of cultural 
influences for knowledge intensive domains, 
in particular education (Edmundson, 2007; 
Henderson, 2007). In previous work, we 
have summarized and extended those fac- 
tors showing the main influence fields for 
learning processes (Richter & Pawlowski, 
2007). Those influence factors represent 
cultural factors as well as other factors influ- 
encing learning (see Figure 1). 

Summarizing the brief analysis, several 
aspects influence global educational pro- 
cesses on an organizational and individual 
level: 

• Strategy and policy. How can a com- 
mon policy/strategy be developed for coop- 
erative learning, education, and training? 

• Process design. How should process- 
es be planned, realized, and improved? 
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Interneto apsauga/ 

Kultura/Culture 

Internet security 



Demografine raida/ 
Demographical 
development 



Besimokanciojo pasitenkinimas/Lear- 
ner satisfaction 

Geografija ir svietimo infrastruktura/Geo- 
graphy & education infrastructure 


|mones/ Companies 





Taisykles, standartai ir susitarimai/ 



Istorija/History 

Rules, standards and agreements 

* 

V 


Veikejai/Human actors 


' t N 


Politika/Politics 


Finansiniai aspektai/ 
Financial aspects 


Informavimo priemonig 
gausa/Media richness 


Issivystymo lygmuo/ 
State of development 


1 pav. Mokymosi procesa salygojantys veiksniai (Richter & Pawlowski, 2007) 
Fig.1. Influence factors on learning processes (Richter & Pawlowski, 2007) 


• Koordinavimas. Kaip grupes galetq 
koordinuoti darbq, atsizvelgdamos j laikq, 
susitikimij rengimq ar gautus rezultatus ? 

• Bendravimas ir keitimasis ziniomis. 
Kaip galima butq skatinti bendravimq, is- 
vengti nesusipratiimj ir uztikrinti nuolatinj 
keitimqsi idejomis ir rezultatais? 

• Kompetencijos. Kokias kompetencijas 
privalo tureti socialiniai dalininkai globalioje 
svietimo aplinkoje (pvz., mokytojai, mokiniai 
ar politikai)? 

• Kontekstas. Kokj vaidmenj vaidina 
konteksto aspektai? Kokj poveiki jie turi es- 
miniams projektavimo sprendimams svieti- 
mo projektuose (pvz., didaktiniam projekta- 
vimui, turiniui, medziagai)? 

• Kulturiniai aspektai. Kokj poveikj 
bendradarbiavimo ir mokymosi procesams 
daro kultura (pvz., nacionaline ir regionine, 
organizacine ir profesine)? 

Siekiant kokybes uztikrinimo globalioje 
svietimo aplinkoje, j visus siuos aspektus svar- 
bu atsizvelgti ir juos pabrezti 


• Coordination. How can teams be 
coordinated regarding aspects like time, 
meetings, or results? 

• Communication and knowledge 
exchange. How can communication be fa- 
cilitated to avoid misunderstandings and to 
ensure continuous exchange of ideas and 
results? 

• Competencies. Which competencies 
are necessary for stakeholders in global edu- 
cational settings (e.g. for teachers, learners, 
decision makers)? 

• Context. Which role do contextual 
aspects play? How do they affect the core de- 
sign decisions in educational projects (e.g., 
didactical design, curricula and contents)? 

• Cultural aspects. How does culture 
(e.g., national/regional, organizational/pro- 
fessional) influence cooperation or learning 
processes? 

When managing quality in global edu- 
cational setting, those main aspects should 
be addressed and emphasized. 
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2 

POZlORIAI J KOKYBtj 

2.1 . MOKYMOSI IR SVIETIMO KOKYBE 

Mokymosi ir svietimo srityse taikoma daug 
kokybes modelii}, vartojama daug kokybes 
apibrezimq. Kokybe gali buti skirtingai su- 
prantama ir apimti skirtingus lygmenis. Fun- 
damentaliame kokybes apibrezime akcen- 
tuojama, kad kokybe yra deramas atitikimas 
socialinii} dalininkij tikslams ir poreikiams, 
pasiekiamas skaidraus bendradarbiavimo or- 
ganizacijos viduje isdavoje. E. mokymosi ko- 
kybe siejama su visais mokymosi ir svietimo 
procesais, rezultatais ir paslaugomis, teikia- 
momis pasitelkus informacines ir komunika- 
cines technologijas (Pawlowski, 2007). 

Jvairus poziuriai j kokyb§ skiriasi savo 
apimtimi, tikslais ar metodika (apie diskusi- 
jas kokybes klausimais zr. Pawlowski, 2007). 
{prastineje klasifikacijoje isskiriami trys koky- 
bes kategorijos: 

• Orientavimasis j procesq. Kokybe val- 
doma ir/ar uztikrinama produkto kurimo ar 
paslaugos teikimo metu. Svarbiausia sio po- 
ziurio j kokyb^ mintis - teikti para mg. socia- 
liniams dalininkams jig kasdieneje veikloje. J 
procesq orientuoti kokybes standartai nebuti- 
nai uztikrina galutinio rezultato (produkto ir 
paslaugos) kokyb^, taciau sukuria prielaidas 
kokybiskiems rezultatams pasiekti. Pavyzdziu 
gaiety buti gaires, kaip rengti e. mokymosi 
kursus arba kaip planuoti bendradarbiaujan- 
ciig universitetij studiji} turinj. 

• Orientavimasis j rezultatq. Kokybe lai- 
koma organizacijos pasiektij rezultatij cha- 
rakteristika. Produkti} (rezultatij) pavyzdziai 
svietimo srityje yra studijij programos, kur- 
sai, e. mokymosi moduliai ar studijij turinys. 

• Orientavimasis j kompetencijas. Koky- 
be valdoma uztikrinant, kad socialiniai dali- 
ninkai, esantys svietimo sferoje, turetij rei- 
kiamas kompetencijas, jgalinancias juos siekti 
rezultatij. Pavyzdys galetij buti destytojo arba 


2 

QUALITY APPROACHES 

2.1. QUALITY FOR LEARNING, 
EDUCATION ANDTRAINING 

Generally, there is a variety of quality ap- 
proaches and definitions of quality being used 
in the field of learning, education and training. 
Quality can be understood in many different 
meanings and on different levels. As a basic 
definition, quality can be defined as “appro- 
priately meeting the stakeholders’ objectives 
and needs which are the result of a transpar- 
ent, participatory negotiation process within 
an organization. Moreover in the field of E- 
Learning, quality is related to all processes, 
products, and services for learning, education, 
and training, supported by the use of informa- 
tion and communication technologies” (Paw- 
lowski, 2007). 

However, the variety of approaches differ 
in their scope, objective, or methodology (for 
a discussion of the variety, see Pawlowski, 
2007). A typical classification distinguishes 
the following three classes: 

• Process-orientation. Quality is managed 
and/or assured during the development pro- 
cess of a product or service. The main idea of 
this class of approaches is to provide support 
to stakeholders in their daily operations. Pro- 
cess-oriented quality approaches do not nec- 
essarily guarantee the qualify of the outcome 
(products/services) but provide a framework 
to achieve quality results. Examples are pro- 
cess guidelines how to develop E-Learning 
courses or how to develop a curriculum be- 
tween partner universities. 

• Product-orientation. Quality is under- 
stood as the characteristics of the outcome of 
an organization. Examples of products in the 
field of education are study programs, cours- 
es, E-Learning modules or curricula. 

• Competency-orientation. Quality is man- 
aged by assuring that stakeholders involved in 
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docento didaktiniq ar kalbiniij kompetencijq 
vertinimas. 

Kaip jau mineta, svietimo organizacijose 
yra realizuoti jvairus kokybes modeliai - kai 
kuriais atvejais jie grindziami bendrais koky- 
bes modeliais, pritaikytais svietimo organiza- 
cijoms, kitais atvejais buvo kuriami specifiniai 
kokybes modeliai. 

Bendrieji modeliai, pvz., ISO 9000:2000 
( Tarptautine standartizacijos organizacija, 
2000) ar EFQM (2003) placiai paplit^ svie- 
timo organizacijose del ivairiq priezasciq: 
priimtinumas, didziulis populiarumas, orga- 
nizacijij noras garantuoti ir kelti kokybf tiek 
savo viduje, tiek isoreje. Svietimo organizaci- 
joms daznai reikia pritaikyti siuos modelius, 
nes nera spec iff niij siai sriciai skirtij gairiij, 
kaip pateikti organizacijose vykstanciq svieti- 
mo process aprasus. Nepaisant sip sunkumq, 
daugybe sekmingp atvejp rodo (pvz., Cruicks- 
hank, 2003; Barron, 2003), kad siuos mode- 
lius galima panaudoti mokymosi ir svietimo 
kontekste, taciau reikia jdeti daug pastangp 
juos pritaikant. 

Siekiant isvengti didelip adaptacijos pro- 
ceso sunkump, buvo sukurti specifiniai mo- 
kymosi ir svietimo sricip modeliai. Kaip jau 
mineta, jie skiriasi apimtimi ir metodika, ap- 
repdami sritis nuo svietimo kokybes vadybos 
sistemp ( BLA , 2005) iki mokomosios me- 
dziagos kurimo kriterijp (Leacock ir Nesbit, 
2007) ar reikalavimp kompetencijoms (Eh- 
lers, 2007). Tai pasakytina ir apie akreditacijos 
reikalavimus ar gaires, kurie apima visus tris 
standartinius poziurius - orientavimpsi j pro- 
cess rezultatp ir kompetencijas. Be to, egzis- 
tuoja daugybe panasip (giminingp) poziurip, 
susijusip su specifiniais kokybes tikslais. Sie 
modeliai naudojami patikrinti labai specifines 
kokybes dimensijas, pavyzdziui, duomenp 
kokyb^ ar organizacijp gebejimo dirbti kartu 
kokyb^ (pig. Currier, Barton, O’Beirne, Ryan, 
2004). 

Apskritai paemus visi kokybes modeliai - 
bendrieji, specifiniai ar susij§ su jais - gali buti 


educational settings have certain competen- 
cies to achieve results. An example is the as- 
sessment of didactical or language competen- 
cies of a teacher/docent. 

As already mentioned, a variety of ap- 
proaches has already been implemented in 
educational organizations - in some cases, ge- 
neric quality approaches have been adapted to 
the field of education, in other cases, specific 
quality approaches have been developed. 

Generic approaches such as ISO 9000:2000 
( International Organization for Standardiza- 
tion, 2000) or EFQM (2003) are widely used in 
educational organizations. The main reasons 
are their acceptance, their wide popularity, 
and organizations’ will to certify and promote 
quality, both internally and externally. For edu- 
cational organizations, the effort to adapt those 
approaches is very high. Usually an organiza- 
tion has no domain-specific guideline to pro- 
vide process descriptions of their educational 
processes. In spite of those difficulties, a vari- 
ety of successful examples (e.g., Cruickshank, 
2003; Barron, 2003) show that it is possible to 
use and utilize those standards in the context 
of learning, education, and training but the ef- 
fort to adapt this standards is still high. 

To avoid the large adaptation efforts, spe- 
cific approaches for the field of learning, edu- 
cation, and training have been developed. As 
already mentioned above, they differ in scope 
and methodology, ranging from qualify man- 
agement systems for education (BLA, 2005) to 
content development criteria (Leacock & Nes- 
bit, 2007) or competency requirements (Ehlers, 
2007). This also includes accreditation require- 
ments or guidelines which combine process-, 
product-, and competency-orientation. Finally, 
a variety of related approaches for a specific 
quality objective exists. Those standards are 
used to assure quality for very specific aspects, 
such as data quality or interoperability (cf. Cur- 
rier, Barton, O’Beirne, Ryan, 2004). 

In general, all quality approaches - ge- 
neric, specific, and related approaches - can 
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naudingi svietimo organizacijoms. Taciau 
reikia nepamirsti ir esaimj trukumq: pirma, 
daugumq kokybes model iij ir poziuriq sun- 
ku palyginti. Tik labai kvalifikuoti vartotojai 
ismano jij apimtis ir tinkamumq tam tikriems 
kontekstams. Antra, daugeliu atvejq reikia 
didelip pastangij norint adaptuoti bendruo- 
sius modelius. Be to, specifiniai modeliai nera 
daznai naudojami ir zinomi bendruomenei 
(Pawlowski, 2007). Ir dar, ne vienas is sip mo- 
delip neapima globalip aspektp, todel turi 
buti pletojami. 

Atsizvelgiant j auksciau minetas aplin- 
kybes reikia remtis tokiu poziuriu, kuris yra 
daugeliui priimtinas ir lengvai palyginamas 
svietimo bendruomeneje. Svietimo organi- 
zacijoms labiausiai tiktp j process orientuoti 
modeliai, nes juos galima pritaikyti organi- 
zacijos reikmems. Sios srities pavyzdzip ir 
sekmes veiksnip suvestine pateikta Ehlers ir 
kt. (2005) bei CEN/ISSS (2007). Taciau reikia 
pasakyti, kad nera vieno modelio, kuris tiktp 
visoms organizacijoms ir atitiktp visus jp tiks- 
lus. Modelis gali buti tik tam tikros gaires ar 
ir turi buti pritaikytas konkreciam organizaci- 
jos kontekstui. 

Sio straipsnio demesio centre bus j pro- 
cess orientuotas modelis ISO/IEC 19796-1 
( ISO/IEC , 2005), nes manome, jog tarptauti- 
neje globalioje aplinkoje labai svarbus organi- 
zacijos orientavimasis j procesus. Kita vertus, 
sis modelis gali butp adaptuotas ir sekmingai 
pritaikytas skirtingiems kontekstams (CEN/ 
ISSS, 2007), taciau iki siol dar nebuvo pritai- 
kytas globaliai aplinkai. 

2.2. ISO/IEC 19796-1 : METMENYS, 
REKOMENDUOJAMI KOKYBES MODELiy 
APRASYMUI 

Neseniai sukurtas specifinis mokymo ir 
svietimo modelis, pagrjstas informacinemis 
technologijomis („E. mokymasis"). ISO/IEC 
19796-1 standarte pateikiami „Rekomenduo- 
jami metmenys kokybes modeliui aprasyti 
(angl. RFDQ ; ISO/IEC , 2005). Toks modelis 


be helpful for educational organizations. 
However, several weaknesses exist: First of 
all, most standards and approaches are not 
comparable, only expert users are informed 
on scope and applicability for a certain con- 
text. Secondly, the adaptation efforts for ge- 
neric standards are in many cases to high. 
Additionally, specific standards are usually 
not widely used and not well known in the 
community (Pawlowski, 2007). Additionally, 
none of those approaches covers global as- 
pects and therefore needs to be extended. 

As a consequence, it is necessary to use a 
quality approach which is widely accepted and 
easily comparable for the educational com- 
munity. Process-oriented approaches seem 
appropriate for educational organizations as 
they can be adapted to the needs of an orga- 
nization. A summary of examples and suc- 
cess factors have been shown by Ehlers et al. 
(2005) and CEN/ISSS (2007). However, there 
is no approach which fits all purposes and or- 
ganizations. An approach can only provide a 
framework or guideline and has to be adapted 
by organization for a concrete context. 

This paper focuses on the use of a pro- 
cess-oriented standard, in particular ISO/IEC 
19796-1 (ISO/IEC, 2005). The reason for this 
is that a careful organization of processes is 
crucial in international settings. On the other 
hand, this standard can be adapted and has 
been implemented successfully in different 
contexts (CEN/ISSS, 2007). However, it has 
not been adapted specifically to global set- 
tings so far. 

2.2. ISO/IEC 19796-1: REFERENCE 
MODEL FORTHE DESCRIPTION OF 
QUALITY APPROACHES 

A specific approach has been recently devel- 
oped for the field of IT-supported learning, 
education, and training (“E-Learning”). The 
standard ISO/IEC 19796-1 provides a “Refer- 
ence Framework for the Description of Qual- 
ity Approaches (RFDQ)” (ISO/IEC, 2005). 


Jan M. PAWLOWSKI 
GLOBALAUS MOKYMOSI KOKYBE 
GLOBAL LEARNING QUALITY 21 


reprezentuoja pagrindinius bendruosius 
ir svietimo procesus. Kadangi tai j process 
orientuotas modelis, jis neuztikrina tam ti- 
krij produktq kokybes (pvz., studijij turinio), 
bet pateikia rekomendacijas, kaip organizuoti 
svietimo produktq kurimo procesus ir orien- 
tuoja j tai, kokie kokybes modeliai turetq 
buti numatyti ir kaip rasti sprendimus sioms 
problemoms issprqsti. Taigi RFDQ mode- 
lis gaiety buti naudojamas kaip vadybiniq 
prognoziij priemone (angl. a management 
forecasting tool) modeliuojant ar nuosekliai 
jgyvendinant atitinkamus sprendimus. Sis 
modelis yra kokybes pletojimo priemone e. 
mokymosi srityje. Jj sudaro , trys dalys: 

• Kokybes modelio apraso schema. 

• Proceso modelis kaip klasifikavimo 
nuoroda. 

• Rekomenduojami jvertinimo kriterijai. 

Sis modelis apima pagrindinius tipi- 

nes svietimo organizacijos procesus, ypac 
svarbu tai, kad pateikiamos rekomendacijos 
kaip pletoti mokymosi ir svietimo procesus. 


Such a reference framework represents basic 
general and educational processes. As a pro- 
cess-oriented approach, it does not guarantee 
the quality of certain products (such as curri- 
cula) but provides a guideline how to organize 
the process to develop educational products. 
It gives an orientation which quality aspects 
should be covered and how solutions for these 
aspects can be found. Thus, the RFDQ could 
be applied as roadmap to design and imple- 
ment an adequate solution consecutively. The 
standard is, therefore, an instrument to devel- 
op quality in the field of E-Learning. It consists 
of three parts: 

• Description scheme for quality 
approaches. 

• Process model as a reference classi- 
fication. 

• Reference criteria for evaluation. 

The model covers the main processes of a 
typical educational organization, in particular 
it contains reference processes for the devel- 
opment of learning, education, and training. 


1 lentele. ISO/IEC 19796-1 procesq modeliai 
Table 1. Process Model of ISO/IEC 19796-1 


ID* 

KATEGORIJA/CATEGORY 

APRASYMAS/DESCRIPTION 

1 

Poreikii} analize 
Needs Analysis 

Svietimo proceso reikalavimij, poreikiij ir apribojimij nustatymas 
bei aprasymas 

Identification and description of requirements, demands, and 
constraints of an educational project 

2 

Metmenq analize 
Framework Analysis 

Svietimo proceso metmenq ir konteksto nustatymas 
Identification of the framework and the context of an educational 
process 

3 

Koncepcija/projektavimas 

Conception/Design 

Svietimo proceso koncepcija ir projektavimas 
Conception and Design of an educational process 

4 

Kurimas/gamyba 

Development/Production 

Idejq realizavimas 
Realization of concepts 

5 

{gyvendinimas 

Implementation 

Technologiniq detaliq jgyvendinimo aprasymas 

Description of the implementation of technological components 

6 

Mokymosi procesas 
Learning Process 

Mokymosi proceso jgyvendinimas ir panaudojimas 
Realization and use of the learning process 

7 

{vertinimas/ optimizavimas 
Evaluation /Optimization 

{vertinimo metodq, principq ir procedurq aprasymas 
Description of the evaluation methods, principles, and procedures 


*ID - identifikacijos kodas/Unique Identifier 
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Apraso modelis naudingas tik kaip tam tikras 
informacijos pagrindas, kad kokybes mo- 
deliai butij aprasyti pagal suderintq schema 
(Pawlowski, 2007). Pagrindiniai procesai is- 
vardijami 1 lenteleje. 

Sis standartas yra perspektyvus, kadan- 
gi jis yra specifmis svietimo organizacijoms 
ir buvo sukurtas socialiniij dalininkq e. mo- 
kymosi bendruomeneje. Taciau pateiktas 
modelis turi buti toliau tobulinamas ir adap- 
tuojamas, kad tiktq globaliam svietimui or- 
ganizacijose, esancioms jvairiose pasaulio 
vietose. 

2.3. KOKYBE GLOBALIAME KONTEKSTE 

Visi auksciau isvardinti kokybes modeliai is 
esmes gali buti naudojami ir tarptautiniame 
kontekste. Kai kurie is tij model iqjau parengti 
ir naudojami pasaulinese organizacijose, pa- 
vyzdziui, standartas IS09000. Taciau truksta 
paramos projektuojant ir jvertinant globalius 
procesus ir labiau specifinius aspektus, pvz., 
kaip grupip veiklos skatinimas arba kulturi- 
niq ypatuimj jtraukimq j tuos bendruosius 
mo debus. 

Taigi, zvelgiant is globalios perspektyvos, 
buvo sukurta daugybe specifiniq modeliq, 
ypac didziulese pasaulinio masto jmonese ar 
korporacijose bei tinklinese organizacijose. 
Paprastai organizacija pletoja savo specifines 
kokybes proceduras ar parengia rekomenda- 
cijas, kuriij reikia laikytis specifiniame orga- 
nizacijos kontekste. Pavyzdziui, tarptautiniai 
tinklai yra sukur^ savo kokybes principus ir 
reikalavimus. Kalbedami apie auksciau mine- 
tq Afrikos virtu alijji universitet^, Dzvimbo ir 
Kariuki (2006) nurodo sias pagrindines koky- 
bes sritis: studiji} turinio tobulinim;y studiji} 
medziagos rengim;j arba technologiji} vadyb;p 
naudojant kontrolinius zymejimo lapus. Van 
Damme (2001) isvardija tokias pagrindines 
aukstojo mokslo internacionalizavimo sritis: 
strategijos internacionalizavimas, pasiekimij 
pripazinimas arba medziagos teikimas. Abu 


The description model serves only as a kind 
of information-base to provide a harmonized 
scheme to describe quality approaches (Paw- 
lowski, 2007). The table 1 shows the main 
processes. 

This standard is a promising candidate as 
it is already specific for educational organiza- 
tions and has been developed by stakehold- 
ers in the E-Learning community. However, 
the reference model has to be extended and 
enhanced to fit global education and globally 
distributed organizations. 

2.3. QUALITY FOR A GLOBAL CONTEXT 

GeneraUy, ab the above mentioned classes of 
quality approaches can be used in the interna- 
tional context as well. Some of those approach- 
es are already intended for and used in global 
organizations such as IS09000. However, there 
is a lack of support to design and assess global 
processes and more specific aspects, such as 
facibtating teams or incorporating cultural as- 
pects in those generic models. 

Hence, many specific approaches in the 
global context have been developed in orga- 
nizational contexts, particular in large global 
enterprises or cooperations and networks. 
Usually, an organization develops quality 
procedures or guidelines to fulfil the special 
requirements in its context. As examples, 
multi-national networks have developed 
their own principles and requirements re- 
garding quality. For the above mentioned Af- 
rican Virtual University, Dzvimbo & Kariuki 
(2006) describe key areas of quality such as 
curriculum development, materials devel- 
opment or technology management using 
checklists. Van Damme (2001) provides key 
areas for the internationalization of Higher 
Education, such as internationalization of 
policies, recognition of achievements, or de- 
livery of materials. Both approaches show the 
different perspective, scope and methodology 
of their quality approaches. This is common 
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poziuriai skiriasi savo perspektyva, apimtimi 
ir metodikq. Tai budinga daugumai poziuriq, 
nes siuo metu nera visuotinai priimto ir pri- 
taikyto vieno modelio. 

Visapusiskas poziuris pateikiamas UNES- 
CO „Gairese aukstajam mokslui, perzengian- 
ciam vienos saliesribas“ ( UNESCO , 2005). Cia 
pateikiamos abstrakcios gaires vyriausybems, 
aukstojo mokslo institucijoms, studentq orga- 
nizacijoms, akreditacijos jstaigoms ir profe- 
sinems jstaigoms. Rekomendacijos yra gana 
abstrakcios (pvz., kokybes sistemi] teikimas, 
dalinimosi patirtimi rekomendacijos) ir ture- 
ti] buti isplestos. Tokio ispletimo pavyzdys ga- 
iety buti Hope (2001) pateikiamos gaires stra- 
tegics, medziagos kurimo ir besimokanciojo 
jtraukimo j mokymosi process klausimais. 

J process orientuoti modeliai yra vienas 
sprendimo budq siekiant formuluoti uzda- 
vinius ir parengti grupes darbui globalio- 
je aplinkoje (Evaristo ir kt., 2004, Karolak, 
1999). Karolak (1999) akcentuoja gerai pa- 
rengto proceso svarbq ir jo planavimq. Taciau 
siuo metu nera modelio, kuris apibreztq met- 
menis tokiam procesui globalaus mokymosi 
ir svietimo srityje. 

Nors egzistuoja keli poziuriai del bendro- 
sios kokybes, proceso vadybos ir svietimo 
kokybes, siuo metu nera poziurio, kuris buti]: 

• skaidrus; poziuris tureti] aiskiai nusaky- 
ti siekiamus tikslus ir potencialius rezultatus; 

• palyginamas; poziuris tureti] buti paly- 
ginamas su kitais (konkuruojanciais) kokybes 
poziuriais; 

• visapusiskas; poziuris tureti] apimti 
ben dr;] ir specifinf abieji] sricii] - kokyb^ 
globalioje aplinkoje; 

• jgyvendinamas ir pritaikomas; modelis, 
viena vertus, tureti] buti gana bendro pobu- 
dzio, abstraktus, apimantis jvairius scenarijus; 
kita vertus, tureti] buti gana konkretus, kad 
institucijos galeti] jj jgyvendinti be didesnes 
isorines paramos. Labai svarbu, kad modelis 
pateikti] gaires, bet buti] pritaikomas, atsi- 


to most approaches as there is currently no 
well established and adopted standard. 

A comprehensive approach is the UNES- 
CO Guideline for Cross-Border Higher Edu- 
cation (UNESCO, 2005). This approach pro- 
vides abstract guidelines for governments, 
higher education institutions, student bodies, 
accreditation bodies and professional bodies 
on an abstract level. Recommendations are on 
a rather abstract level (e.g., provision of qual- 
ity systems, recommendation to share experi- 
ences) and must be extended. As an example 
for such an extension, Hope (2001) provides 
guidelines regarding policies, content devel- 
opment, and learner involvement. 

Process-oriented approaches are one so- 
lution to prepare tasks and teams in a globally 
distributed environment (Evaristo et al., 2004, 
Karolak, 1999). Karolak (1999) emphasizes 
the importance of a well organized process 
and its planning. However, there is currently 
no approach which provides a framework for 
such a process in the field of global learning, 
education, and training. 

Even though several approaches for both 
fields, general quality and process manage- 
ment as well as educational quality, exist, 
there is currently no approach which is 

• transparent : an approach should clearly 
state the objectives and potential outcomes; 

• comparable : the approach must be 
comparable to other (competing) quality 
approaches; 

• comprehensive-, the approach should 
cover the main aspects for both, general qual- 
ity and the quality specific for global settings; 

• implementable and adaptable : the ap- 
proach must have an abstraction level which 
is on the one hand generic enough to cover 
the variety of scenarios. On the other hand, 
it must be concrete enough to enable institu- 
tions to implement the approach without ex- 
tensive external support. It is of high impor- 
tance that the approach provides guidance 
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zvelgiant j specifinius organizacijos poreikius 
ir kontekstq. 

Kitame skyriuje pateiksime savo poziurj, 
kuris bus paremtas aptartais reikalavimais. 

3 

GLOBALAUS MOKYMOSI KOKYBE 

Pameginkime bendrais bruozais nuzymeti 
Globalaus mokymosi kokybes modelio kon- 
turus. Sis modelis apima pagrindines IT 
grindziamu mokymosi ir svietimo sritis bei 
pateikia reikalavimus ir rekomendacijas or- 
ganizacijoms ir besimokantiesiems globalia- 
me kontekste. 

Modelis grindziamas tarptautiniu stan- 
dartu ISO/IEC 19796-1 ir kokybes adaptavi- 
mo modeliu (KAM) (Pawlowski, 2007). Jame 
keliami du svarbiausi klausimai: 

1. Kokie aspektai turetij butij priskiriami 
globaliai svietimo aplinkai? 

2. Kokie zingsniai yra butini, jgyvendi- 
nant globalaus mokymosi kokybes modelj? 

Pagrindines globalios kokybes dimensi- 
jos aptartos pirmajame sio straipsnio skyriuje: 
strategija ir kryptys, procesij projektavimas, 
koordinavimas, bendradarbiavimas ir keiti- 
masis ziniomis, kompetencijos, kontekstas, 
kulturiniai aspektai. Kiekviena is sip dimensi- 
jq turi buti jtraukta j ISO/IEC 19796-1 proce- 
sinj modelj. Sj modelj ispletus, standartas gali 
buti taikomas aktyvioms globalioje svietimo 
rinkoje veikiancioms organizacijoms. Pagrin- 
diniai pritaikymo zingsniai yra modelio isple- 
timas pridejus naujus procesus ir patobulinus 
kokybes tikslp apibrezimus, atitinkamus me- 
todus ir metrikq. 

3.1. SPECIFINig PROCESg APIBREZIMAS 
IRISPLETIMAS 

ISO/IEC 19796-1 standarte pateikiamos IT 
pagrjsto mokymosi ir svietimo procesp ple- 
totes rekomendacijos. Globali kokybe turi 
buti aprasyta apimant ir specifinius procesus. 


but is adaptable to include specific needs of 
organizations and contexts. 

Based on those requirements, our ap- 
proach will be presented in the next section. 

3 

GLOBAL LEARNING QUALITY 

In the following, the approach of Global Learn- 
ing Quality is outlined. This approach covers 
the main areas of IT- supported learning, edu- 
cation and training and provides requirements 
as well as recommendation for organizations 
and learners in a global context. 

The approach is based on the internation- 
al standard ISO/IEC 19796-1 and the Qual- 
ity Adaptation Model (QAM) (Pawlowski, 
2007). Two main questions are addressed by 
this approach: 

1. Which aspects should be covered in 
global educational settings? 

2. Which steps are necessary to imple- 
ment Global Learning Quality? 

The main aspects of global quality have 
been derived in section 1: Strategy and policy, 
Process design, Coordination, Communica- 
tion and knowledge exchange, Competen- 
cies, Context, Cultural aspects. Each of those 
aspects has to be included into the process 
model of ISO/IEC 19796-1. The extension of 
this model leads to an application profile of 
the standard for organizations active on the 
global educational market. The main adap- 
tation steps are the extension of the model 
by adding processes and the refinement and 
definition of quality objectives as well as the 
corresponding methods and metrics. 

3.1. DEFINING AND EXTENDING 
SUB-PROCESSES 

ISO/IEC 19796-1 contains reference processes 
for the development of IT- supported learning, 
education and training. The aspects of global 
quality have to be mappedto specific processes. 
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Pavyzdziui, prie bendrojo modelio butq gali- 
ma prideti personalo nariij kulturiniq kompe- 
tencijq pletotes procesq. Tai gali buti atlieka- 
ma arba pridejus naujus specifinius procesus, 
arba modifikuojant jau egzistuojancio mo- 
delio procesus. 2 lenteleje parodyta, kurios 
standarto procesi} kategorijos (2 skyrius) tu- 
retij buti papildytos kokybes dimensijomis (1 
skyrius) arba kaip sios dimensijos turetij buti 
patobulintos. Kai kuriais atvejais reikalingi 
papildomi specifiniai procesai, kitais atvejais 
ISO/IEC 19796-1 standarte jau apibrezti pro- 
cesai gali buti patobulinti. 

Toliau trumpai paaiskinsime, kaip mo- 
delis ispleciamas ir kq zodis „kokybe“ reiskia 
kiekvienoje kategorijoje (dimensijoje). 


As an example, a process to achieve and assure 
intercultural competencies of staff members 
could be added to the generic model. This can 
be realized by either adding a new sub-process 
or modifying an existing process of the model. 
The following table shows for which process 
categories of the standard (section 2) quality 
aspects (section 1) should be added or refined. 
In some cases, an additional sub-process is 
necessary; in other cases the pre-defmed pro- 
cesses of ISO/IEC 19796-1 can be refined. 

In the following, I will briefly summarize 
how the model is extended and what “qual- 
ity” can mean in each category. 

• Strategy/policy. A common strategy and 
policy plays a crucial role when working in 


2 lentele. Isplestq procesi) modelis globalaus mokymosi kokybei 


table 2. Extended Process Model for Global Learning Quality 


KATEGORIJA 

CATEGORY 

PROCESAS 

PROCESS 

STRATEGIJA/KRYP- 

TYS/STRATEGY/ 

POLICY 

PROCESO PROJEK- 
TAVIMAS/PROCESS 
DESIGN 

KOORDINAVIMAS/ 

COORDINATION 

BENDRAVIMAS IR 
KEITIMASIS ZINIO- 
MIS/COMMUNI-CA- 
TION AND KNOW- 
LEDGE EXCHANGE 

KOMPETENCIJOS/ 

COMPETENCIES 

KONTEKSTAS/ 

CONTEXT 

KULTURINIAI AS- 
PEKTAI/CULTURAL 
ASPECTS 

Poreikii} analize 
Needs Analysis 

SP 


PR 

SP 

PR 

SP 

SP 

Metmenq analize 
Framework Analysis 

SP 



SP 

PR 

SP 

SP 

Koncepcija/projektavimas 

Conception/Design 


SP 

PR 

SP 

PR 

PR 

SP 

Tobulinimas/Gamyba 

Development/Production 


SP 

PR 

SP 


PR 

PR 

{gyvendinimas 

Implementation 


SP 

SP 

SP 


PR 

PR 

Mokymosi procesas 
Learning Process 


SP 

SP 

SP 

SP 

SP 

SP 

{vertinimas/ 

optimizavimas 

Evaluation/Optimization 

PR 

SP 

PR 

SP 

SP 

PR 

SP 


SP 

Naujq specifinit} procesq jvedimas 
Adding new sub-process(es) 

PR 

Procesi; tobulinimas 
Process refinement 
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• Strategija/kryptys. Bendroji strategija 
ir kryptys atlieka esminj vaidmenj dirbant 
tarptautiniu bendradarbiavimu pagrjstuose 
projektuose. Bendrq strategy butina apsi- 
brezti jau pradiniame etape (poreikiq analize 
ir metmenij analize). Sios strategijos koky- 
be yra individuali tiek, kiek atitinka procese 
dalyvaujanciij organ izacijij poreikius. Taciau 
strategy reikia apibrezti, jq jgyvendinti ir 
nuolat vertinti viso projekto metu. 

• Proceso projektavimas. Tai esminis 
procesas, nes tarptautiniuose projektuose 
atsiranda naujij procesq (pvz., derybos, ko- 
ordinavimas). Todel standartas turi buti pa- 
pildytas naujais procesais, paaiskinanciais 
(mazij maziausiai) uzduotis, koordinavimq ir 
dalyvaujanciij organizacijij atsakomyb^. Pro- 
ceso projektavimo kokyb§ gali rodyti, pavyz- 
dziui, kiek procese dalyvaujantys veikejai gali 
pasiremti sukurtais modeliais. 

• Koordinavimas. Koordinavimo uzda- 
viniai ir rezultatai labai daug priklauso nuo 
kulturinio konteksto. Tarptautiniame projek- 
te reikia tiksliai apibrezti, kokiais laiko tarpais 
ir kokia forma bus keiciamasi rezultatais, jie 
bus aptariami ir patvirtinti. Koordinavimo 
kokybtj rodo, pavyzdziui, laiku atliktas pasi- 
keitimas darbo uzdaviniais ir rezultatais. 

• Bendravimas. Bendravimas taip pat la- 
bai svarbus dirbant tarptautiniame kontekste. 
Kiekvienam svietimo proceso etapui reikia 
nubrezti bendravimo normas ir taisykles. Ka- 
dangi sie dalykai nebuvo jtraukti j ISO/IEC 
19796-1 standartq, tai organizuojant bendra- 
vimq ir keitimqsi ziniomis, turi buti jtraukti 
papildomi procesai. Bendravimo kokybe 
rodo, kaip, pavyzdziui, proceso veikejai su- 
pranta ir apibudina vienas kitcj ir kokicj itak^ 
tai turi jp darbo santykiams. 

• Kompetencijos. Apskritai kompeten- 
cijos yra apibreziamos kaip zinios ir jgu- 
dziai, kurie yra asmens sekmingai taikomi 
kompleksinese ir probleminese situacijose 
(Adelsberger, Ehlers, Schneckenberg, 2008). 
Tarptautiniai projektai reikalauja is socialinip 


international cooperative projects. It is essen- 
tial to define a common strategy in the early 
phases (needs analysis/framework analysis). 
The quality of a common international strat- 
egy is individual to the needs of organizations 
involved. However, the strategy needs to be 
defined, followed and continuously evaluated 
throughout the project. 

• Process design. This aspect is crucial as 
in international projects new processes are 
introduced (e.g., negotiation processes, coor- 
dination processes). Therefore, new processes 
have to be added to the standard clarifying (as 
a minimum) tasks, coordination and the re- 
sponsibilities of organizations involved. The 
quality of process design means how, for exam- 
ple, process models support actors involved. 

• Coordination. Coordinating tasks and 
results highly depends on the cultural con- 
text. An international project needs to clearly 
define in which time periods and in which 
form results are exchanged, discussed and 
validated. The quality of coordination means, 
for example, how timely working tasks and 
results and exchanged. 

• Communication. Communication 
plays also a crucial role when working in 
an international context. For each phase of 
an educational project, modes and rules for 
communication should be defined. As this 
is not contained in ISO/IEC 19796-1, addi- 
tional processes should be added organizing 
communication and knowledge exchange. 
The quality of communication means, for 
example, how actors understand and inter- 
pret each other and how this influences their 
working relationships. 

• Competencies. Generally, competencies 
are defined as knowledge or skills which are 
successfully applied by individuals in com- 
plex problem situations (see Adelsberger, 
Ehlers, Schneckenberg, 2008). In particular, 
international projects require different com- 
petencies from stakeholders involved (e.g., 
project coordinator, media developers or 
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dalininkq pademonstruoti jvairias kom- 
petencijas (pvz., projekto koordinatoriaus, 
ziniasklaidos pletotes ar destytojq darbo uz- 
sienyje, partneriij perkelimo j kitas bendro- 
ves, besimokanciqjq pasklidimas po jvairias 
pasaulio dalis). Mokymosi procese ypac svar- 
bu, kad besimokantieji ir jq mokytojai galetij, 
tinkamai bendrauti dirbdami daugiakulturi- 
nese komandose. 

• Konteksto ir kulturiniai aspektai. Sie 
aspektai ypac svarbus svietimo projekto 
analizes etape. Reikia kaupti ir naudoti dau- 
giau informacijos apie kontekstq (pvz., apie 
jstatyminj reguliavimq, studijq programos 
metmenis) ir kulturos aspektus (tautinius ir 
organizacijos kulturos). Pavyzdziui, j kultu- 
ros aspektus reikia kreipti demesj daugelyje 
globalaus svietimo produkto kurimo etapq. 
Poreikiij analizes metu turetij buti nustatyta, 
kokiq kulturin^ patirtj ir kompetencijas suin- 
teresuotieji asmenys turi arba kaip kulturos 
aspektai galetij paveikti rezultatus. Konteksto 
ir kulturos aspektq kokybe rodo, kaip renka- 
ma informacija apie jtakos veiksnius ir kaip 
mokymosi ir svietimo procesams sie veiks- 
niai pritaikomi. 

Minimi aspektai aptarti kalbant apie nau- 
jus specifinius procesus arba patobulintus 
procesus ISO/IEC 19796-1 standarte. Kaip 
parodyta 2 skyriuje, adaptacijos procesas ne- 
gali buti is anksto iki galo apibreztas. Taciau 2 
lenteleje pateikiama matrica yra gaires, zymin- 
cios, j kurias dimensijas (kategorijas) ir kokius 
procesus turetij buti atkreiptas demesys. 

3.2. KOKYBES TIKSLy NUSTATYMAS IR 
METODy BEI METRIKy PASIRINKIMAS 

Kiekvienam is auksciau minetij procesp ir di- 
mensijp (kategorijp) turi buti numatyti speci- 
finiai kokybes tikslai. Kokybes tikslai parodo, 
kaip process butp galima sekmingai jgyven- 
dinti. Numacius specifinius tikslus, socialiniai 
dalininkai turi parinkti ir atitinkamus meto- 
dus tiems tikslams pasiekti bei jvertinti tokip 
tikslp pasiekim;j rodancius rezultatus. Zemiau 


teachers abroad, outsourcing partners, learn- 
ers distributed across the globe). In particular 
during the learning process, it has to be as- 
sured that learners and teachers can, for ex- 
ample, communicate appropriately in multi- 
cultural teams. 

• Contextual/Cultural aspects. In par- 
ticular during the analysis phases of an 
educational project. More information on 
the context (e.g. about legal regulation, cur- 
ricula frameworks) and on cultural aspects 
(national as well as organizational) have to 
be gathered and utilized. As an example, cul- 
tural aspects have to be addressed in most 
phases of the development of an global edu- 
cational product. During the ’’Needs Analy- 
sis”, it should be addressed which cultural 
experiences and competencies stakeholders 
have or how cultural aspects could influence 
the outcome. Quality of contextual/cultural 
aspects means how information on influ- 
ence factors are gathered and how educa- 
tional projects are adapted regarding those 
factors. 

The aspects addressed are either ad- 
dressed in new sub-processes or in refined 
processes of ISO/IEC 19796-1. As shown 
in section 2. the adaptation process cannot 
be completely predefined. However, the 
matrix presented in table 2 is a guideline 
which aspects should be addressed in which 
process. 

3.2. SETTING QUALITY OBJECTIVES/ 
CHOOSING METHODS AND METRICS 

For each of the above mentioned processes 
and aspects, quality objectives have to be 
specified. A quality objective represents how 
a process can be successfully realized. After 
this specification, stakeholders have to deter- 
mine adequate methods how the objective can 
be achieved and how the outcome of such an 
objective is measured. A typical specification 
containing quality objectives and correspond- 
ing methods/measures is shown the table 
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3 lentele. Tipiniq kokybes tikslq, atitinkamq metodq ir priemoniq specifikacija 

Table 3. A typical specification containing quality objectives and corresponding methods/measures 


ID* 

KATEGORIJA 

(DIMENSIJA 

CATEGORY 

PROCESAS 

PROCESS 

APRASAS 

DESCRIPTION 


Metmenq 

Personalo istekliq 

Veikejq, jq kvalifikacijos, kompetencijq ir tinkamumo nustatymas 

2.2 

analize 

analize 

bei aprasymas 

Framework 

Analysis of staff 

Identification and description of actors, their qualifications and competen- 


Analysis 

resources 

cies, and availability 

Specifiniai procesai 

• Vaidmenys/funkcijos 

ir dimensijos 

• Kompetencijos (zinios/jgudziai kompleksinese ir probleminese situacijose), formalios kva- 
lifikacijos (zinios/jgudziai, kurie buvo formaliai jvertinti ir formaliai akredituoti svietimo ar 
profesionalios organizacijos) 

• Veikejq tinkamumas 

• Tarpkulturines kompetencijos 

• Tarptautine patirtis 

Sub-processes/ 

• Roles/functions 


Sub-aspects 

• Competencies (skills/knowledge applied in complex problem situationsj/formal qualifica- 
tions (skills/knowledge which have been assessed and formally certified by an educational or 
professional organization) 

• Availability of actors 

• Intercultural competencies 

• International experiences 

Tikslas 

• Aiskiai nustatyti ir tiksliai jvertinti veikejq ir vartotojq, kurie dalyvaus auksciausio lygmens/ 
vadybos kursuose vaidmenis ir funkcijas, kompetencijas ir kvalifikacijas, trukumus ir 
tinkamumq 

• Globalioje organizacijoje personalo nariai turi nuolat tobulinti savo kulturines kompetenci- 
jas ir patirtj 

• Projekto vadybininkai privalo tureti pakankamai patirties ir pasiekimq dirbdami tarptautine- 
se grupese bei specifines bendravimo su pasirinktomis salimis patirties 

Objective 

• To clearly identify and correctly assess the roles/functions, competencies/qualifications, gaps, 
and availability of actors and users who will be involved in top management courses 

• For global organization, staff members should continuously increase their intercultural 
competencies and experiences 

• Project managers must have a sufficient expertise and achievements in international teams 
and specific experiences in target countries 

Metodas 

• Profiliavimas. Organizacine schema, kompetencijq profiliai , zmogiskqjq istekliq vystymo 
planas 

• Kulturiniai profiliai. Kiekvienas personalo narys privalo tureti nuolat atnaujinamq trumpq 
biografijq apie savo kulturin^ patirtj ir kulturines kompetencijas 

• Kompetencijq pletote.Kiekvienais metais arba uzbaigus projektq kiekvienas grapes narys 
ir vadovas privalo apmqstyti savo kulturin^ patirtj ir apibrezti naujai jgytas kompetencijas, 
pasizymeti tai, ko nebuvo pasiekta 

• Mokymq sesijos. Kiekvienas personalo narys privalo pasirinkti seminarus ir juos lankyti, kad 
pasalintq esamus kulturinius trukumus ir pasirengtq naujoms patirtims 

Method 

• Profiling: Organizational chart, Competency profiles, HR development plan 

• Cultural profiles: Each staff member shall have a continuously updated profile regarding cultu- 
ral experiences and competencies 

• Competency development: Each year or after a project end, each team member and manager 
shall reflect on their cultural experiences and define newly achieved competencies as well as 
gaps 

• Training sessions: Each staff member shall select and join seminars to fill culture gaps and 
prepare for new experiences 
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ID* 

KATEGORIJA 

(DIMENSIJA 

CATEGORY 

PROCESAS 

PROCESS 

APRASAS 

DESCRIPTION 

Rezultatas 

• Vaidmemj ir funkcijtj , kompetencijij ir formaliij kvalifikacijp aprasas, personalo tinkamumas 

• Kulturiniai profiliai 

• Kulturinii} kompetenciji} tobulinimo planas (jskaitant mokymus) 

• Nuolat didejancios kulturines kompetencijos ir patirtis 

Result 

• Description of roles/functions, competencies/formal qualifications, and availability of staff 

• Culture profiles 

• Culture competency development plan (including trainings) 

• Continuously increased cultural competencies and experiences 

Veikejai 

• Projekti} vadybininkas; mokytojai, besimokantieji, internacionalizavimo, zmogiskqji} istekliq 
vystymo vadybininkai 

Actors 

• Project manager; HR development, teachers, learners, internationalization manager 

Metrika/Kriterijai 

• Tarpkulturinii} kompetenciji} skaicius ir lygmuo 

• Turimi} kompetenciji} atitikimo projekto reikalavimams skaicius 

• Tarpkulturinii} mokymi} skaicius ir lygmuo 

• Nustatytq trukstami} kompetenciji} skaicius 

Metrics/Criteria 

• Number and level of intercultural competencies 

• Number of matches for project requirements against available competencies 

• Number and level of intercultural trainings 

• Number of identified competency gaps 


*ID - identifikacijos kodas/Unique Identifier 


3 lenteleje pateikiami tipiniai kokybes tikslq ir 
atitinkaimj metodi} bei priemoniq specifika- 
cija. Pavyzdziui, procesas „Personalo istekliq 
analize” isplestas del to, kad galetij buti nau- 
dojamas globaliose organizacijose. Pokyciai ir 
ispletimas isskirti kursyvu. Procesas „Metme- 
nq analize" jau apima personalo kompetenci- 
ji} analizy: cia analizuojama, kokios tai sriciai 
budingos individualios ir socialines kompe- 
tencijos jau egzistuoja organizacijoje. Sj pro- 
cess reike tq isplesti jtraukiant globalios jtakos 
veiksnius, pavyzdziui, kulturines kompeten- 
cijas. Pavyzdyje demesys sutelkiamas j kultu- 
riniq kompetenciji} uztikrinimq ir gerinimq, 
pasitelkiant kulturinius profilius. Kiekvienam 
kokybes tikslui pasiekti pritaikytas bent vienas 
metodas. Papildomai dar turi buti sukurti ro- 
dikliai proceso sekmei jvertinti. 

Pavyzdyje parodytas tipinis bendrqjq pro- 
cess patobulinimas ISO/IEC 19796-1 stan- 
darte. Remiantis pritaikymo procesu, modelis 
buvo isplestas, kad juo buti} galima naudotis 
globaliose organizacijose. Taciau siame mode- 
lyje uzfiksuoti tikpirmieji pritaikymo proceso 


below. In the example, the process “Analysis of 
staff resources” has been extended for global 
organizations. The changes and extensions 
are shown in italic. The process “Framework 
Analysis” already covers an analysis of staff 
competencies: This process analyses which 
domain-specific competencies or personal/ 
social competencies are already available in an 
organization. This process has to be extended 
covering global influence factors, such as in- 
tercultural competencies. The example focuses 
on the assurance and improvement of cultural 
competencies, for example by using cultural 
profiles. For each qualify objective, at least one 
method to achieve this objective was specified. 
Additionally, indicators have to be developed 
to measure the success of the process. 

The example shows a typical refinement 
of the generic processes of ISO/IEC 19796- 
1. Using this adaptation process, the mod- 
el was extended for global organizations. 
However, the approach shows only the first 
steps of the adaptation process - it is obvi- 
ous that more adaptations have to be made 
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zingsniai - akivaizdu, kad organizacijos tures 
atlikti daugiau derinimo ir pritaikymo darbq, 
siekdamos apimti specifinius organizacijos, 
salies ir lokalaus konteksto aspektus. Be to, 
sis modelis nera statiskas - jis turi buti nuolat 
jvertinamas ir gerinamas kokybes tobulinimo 
procese. Tik tokiu budu sis modelis taps isto- 
bulintas ir brandus. 

ISVADOS 

Siame straipsnyje pateikiamas naujas poziuris 
j tai, kaip valdyti ir uztikrinti globalaus mo- 
kymosi kokyb^, siekiant pagerinti j process 
orientuoto mokymosi kokyb^. Aprasytame 
modelyje pateikiamas rekomenduojamas 
poziuris j kokybes valdymq ir jos uztikrini- 
mq globalioje svietimo aplinkoje. Ispleciant 
pagrindinj ISO/IEC 19796-1 standarto re- 
komendacinj modelj, visuotinai priimtas pa- 
grindas papildomas globaliais su individualiu 
kontekstu susijusiais aspektais, kurie uztikri- 
na galimus palyginti ir suprantamus rezulta- 
tus. Naudojantis kokybes standartu ISO/IEC 
19796-1, rezultatai yra lengvai palyginami ir 
skaidrus. Siekiant parodyti svarbiausius tokio 
pritaikymo zingsnius, straipsnyje pristatyta 
priemone, kuria pasinaudodamos organizaci- 
jos gali kurti individualius kokybes modelius. 

Kitame zingsnyje turetij buti svarbu pateik- 
ti rekomendacinius modelius tipiniams scena- 
rijams ir placiu mastu juos jvertinti. Tai leistij 
patobulinti sj kokybes modelj ir iki minimumo 
sumazintq butinas pastangas sio modelio pri- 
taikymui. Tyrimo demesio centru turetij tapti 
butent santykis tarp kokybes tikslij ir metodi}. 
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by organizations in order to incorporate or- 
ganization-, country-specific and context- 
specific aspects. Furthermore, the approach 
is not static - the model should be continu- 
ously evaluated and improved in a quality 
development process. This will lead to an 
improvement process and to a continuously 
maturing model. 

CONCLUSIONS 

In this paper, a new approach to manage 
and assure Global Learning Quality was in- 
troduced, in particular to improve process- 
oriented quality. The model presented pro- 
vides a reference approach to manage and 
assure quality in global educational settings. 
By extending the basic reference model ISO/ 
IEC 19796-1, a well accepted basis is exten- 
ded by context-relevant global aspects lea- 
ding to comparable and understandable re- 
sults. By using the quality standard ISO/IEC 
19796-1, the results are clearly comparable 
and transparent. By showing the main steps 
for adaptation, a tool for organizations to 
develop their individual quality approaches 
was presented. 

As a next step, it is necessary to provide 
reference models for typical scenarios and 
to evaluate those on a large scale. This will 
refine the model and should lead to mini- 
mizing the efforts to adapt the quality model. 
In particular, the relation between quality 
objectives and methods should be a focus of 
research. 
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